Other

e
=
>,
=
®
1
=
=
@
O
<

1011

Informat



GPRA Performance Results

Summary of Achievement - FY 2002 Performance Goals

The performance data presented in this report are fundamentally complete and reliable as outlined in the guidance
available from the Office of Management and Budget. While we have identified no material inadequacies, the Data
Quality discussion in the Performance Goals and Results section of Management’s Discussion and Analysis
describes our continuing efforts to strengthen the quality and timeliness of SSA’s performance information to
increase its value to both SSA’s management and stakeholders. The results achieved for each FY 2002 goal are
either discussed in this report or will be included in a future annual report. SSA’s managers routinely use this
performance data to improve the quality of program management and to demonstrate accountability in achieving
program results.

The below chart describes the results for the 69 Government Performance and Results Act (GPRA) performance
goals. We met 43 of the 69 goals.

Data Not
Yet
Available
17%

On the next page, a summary chart displays all 69 GPRA measured performance indicators, plus 1 non-GPRA key
performance indicator for SSI redeterminations. This chart displays each target as “met,” “not met by slim margin
or strong positive trend toward target,” “not met,” and “data not yet available.” The indicators are organized under
the objectives they support; each objective has one or more performance indicator. We include a summary of
performance for each objective, which rolls up the performance for the indicators that support it.

Following the summary chart are individual discussions for each of our performance indicators. If we did not have
final FY 2001 performance data in time for the FY 2001 Annual Performance Report, we include it here along with
the FY 2002 discussion. We also include data definitions and data sources (if available) for each indicator.
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OUR ACHIEVEMENT OF FY 2002 PERFORMANCE TARGETS BY
GOAL AND OBJECTIVE

Strategic Goal A: To deliver citizen-centered, world-class service

Performance Indicators (PI)
Key Performance Indicators (KPI)
Target Met or Exceeded

Target Not Met by Slim Margin or
Strong Positive Trend Toward Target

- o

Target Not Met
» 7 arget Not Yet Available

Performance Summary

Objective 1: By 2004 and beyond, have 9 out of 10 people who do business with SSA rate the
‘overall service as “good”, very good”, or “excellent”, with most rating it “excellent”

9 c.

KPI #1: People rating service as “excellent”, “very good”, or
“good”.

T

People rating service as “excellent.”

KPI #2: Callers who access the 800-number within
5 minutes of their first call.

Caller 800-number access on their first attempt.

800-number call payment accuracy

800-number call service accuracy

4|8 =

KPI #3: Appointment waiting time 10 minutes or less.

gk

Our results for this Objective were very
positive. We met or exceeded the targets
for all but one item reported for FY 2002,
and that was missed by a slim margin.

SSA employee while online

Objective 2: By 2005, make 67% of the public’s interactions with SSA, including citizen-initiated
services, available either electronically via the Internet or through automated telephone service, and
provide the public interacting with SSA on the Internet with the option of communicating with an

KPI #4: Electronic services available to the public
via the Internet or through automated telephone service.

T

Public’s ability to communicate with an SSA employee
while online.

T

Our results for this Objective were
positive. We continued our enhancement of
Internet applications and other automation
tools that can provide citizens with better
access to SSA, improve service, and help
SSA meet increased service demands.
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Objective 3: Increase electronic access to information needed to serve the public.

Electronic access to States” human services (HS)
and unemployment (UI) information.

: k

Electronic access to States’ vital statistics (VS) [ ]
and other material information.

Electronic access to information held by other federal agencies, iy
financial institutions, and medical providers.

Our results for this Objective fell short of
our expectations, but still showed
promise. While we made progress in all
areas, we failed to fully meet any individual
target by the end of FY 2002. We gained
access to additional States’ information, but
not as many as projected for FY 2002. We
are pursuing a national solution for
obtaining Ul information, which is more
efficient and effective than continuing to
pursue a state-by-state solution.
Connections to 8 states for VS data that
were not completed in FY 2002 are targeted
for completion by December 2002, which
effectively meets that goal. We made
progress in obtaining electronic access to
information held by other federal agencies
and financial institutions.

Objective 4: Maintain the accuracy, timeless, and efficiency of service to people applying for OASI

and SSI Aged benefits.
Retirement and Survivors (OASI) claims processed 4 | Our results for this Objective were )
timely. outstanding. We exceeded our processing
time targets for OASI and SSI aged claims
. . d all syst h t
Supplemental Security Income (SSI) aged claims T and af SySsIems Cancements were

processed timely.

Software and infrastructure for paperless processing of RSI'and ¢
SSI Aged claims.

completed as planned.

Objective 5: Improve the accuracy, timeliness, and efficiency of service to people applying for DI

and SSI disability benefits.

Initial disability claims decisions issued within 120 days.

KPI #5: Initial disability claims average processing time.

DDS allowance performance accuracy rate.

DDS net allowance accuracy rate.

KPI #6: DDS denial performance accuracy rate.

a8 = = -

DDS net denial accuracy rate.

Software and infrastructure for electronic processing of disability
claims. a

Our results for this Objective were mixed.
We met or exceeded 3 out of the 7 targets,
including processing time targets. Although
we missed the denial accuracy rates by slim
margins, we did improve over FY 2001
performance due to ongoing training efforts
that foster consistent application of laws,
regulations and rulings. DDSs were under
considerable pressure to keep cases moving
and this resulted in less than the desired
level of development. This pressure
particularly affected denial accuracy because
of the additional documentation
requirements to be met. We completed
critical milestones toward delivery of AeDib
on time.
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Objective 6: Improve the accuracy, timeliness, and efficiency of service to people requesting

hearings or appeals.

Hearings decisions issued within 180 days.

KPI #7: Hearings average processing time.

OHA decisional accuracy rate.

Software and infrastructure for electronic processing of

hearings and appeals.

» § | @

Hearings cases processed per workyear.

=

Appeals of hearings (Appeals Council) decisions

issued within 105 days. 1
Appeals of hearings (Appeals Council) decisions 1
average processing time.

Appeals of hearings (Appeals Council) decisions [ ]

issued per workyear.

Our results for this Objective were
disappointing. We met 2 of the 8 targets,
did not meet 5, and are waiting for data on 1.
Our attempts to substantially improve our
performance in processing hearings and
appeals were hindered primarily by
continued increased receipts, substantial
backlogs from prior years, and delays in
realizing benefits from hearings process and
Appeals Council improvements. In addition,
litigation prevented us from hiring
Administrative Law Judges (ALJs) to
replace those lost through attrition, although
we received temporary relief by being able
to conduct a one-time hiring of ALJs. With
the one-time hiring of some replacement
ALlJs and positive experience going forward
with our process improvement initiatives,
we are committed to moving toward our
long-range improvement targets.

Objective 7: By 2005, increase by 100 percent from 1999 levels, the number of SSDI and SSI
disability beneficiaries who achieve steady employment and no longer receive cash benefits.

Increase in the number of DI adult worker beneficiaries

)
who began a trial work period.
Increase in the number of SSI disabled beneficiaries, )
aged 18-64, participating in 1619(a) status.
Activities to implement provisions of the T

Ticket-to-Work and Self-Sufficiency Program
(TWSSP) and other employment strategies.

Our results for this Objective were mixed.
We do not yet have the actual data for
disabled beneficiaries who began a TWP
and the number of working SSI disabled
beneficiaries. We met our milestones for
implementation of the Ticket to Work
program. We continue to promote SSA’s
work incentives and, particularly, the Ticket
program, in an effort to encourage and
support the work activity of disability
beneficiaries.

Objective 8: Improve or maintain the accuracy, timeliness and efficiency of processing

postentitlement events.

OASDI postentitlement automation rate

T

SSI postentitlement automation rate

Our results for this Objective were
outstanding. We met the targets for both
items, significantly increasing usage of
available software to electronically process
postentitlement actions.
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Objective 9: Maintain through 2005 the accuracy, timeliness and efficiency of service to people
applying for Social Security numbers and replacement cards.

Social Security Number (SSN) replacement cards issued
within 5 days of receiving all necessary documentation.

T

SSN issuance accuracy.

Our results for this Objective were
positive. We exceeded our target for timely
issuance of SSN cards. The actual data for
SSN issuance accuracy will be reported in
the FY 2003 PAR.

Strategic Goal B: To ensure the integrity of Social Security programs, with zero tolerance

for fraud and abuse

Objective 1: Maintain at 99.8% the overpayment and underpayment accuracy based on non-

medical factors of eligibility of OASDI payment outlays.

Retirement, survivors and disability (OASDI) (non-medical)
payment accuracy.

-

Results for this Objective are not
available. They will be reported in the
FY 2003 Performance and Accountability
Report (PAR).

Objective 2: By 2005, raise to 96% the overpayment accuracy based on non-medical factors of

eligibility and SSI disabled and aged payment outlays.

SSI non-medical payment accuracy
(including both preventable and unpreventable errors).

-

SSI non-medical payment accuracy
(excluding unpreventable errors).

-

Results for this Objective are not
available. They will be reported in the
FY 2003 Performance and Accountability
Report (PAR).

Objective 3: To become current with DI and SSI CDR requirements by FY 2002 and remain

current thereafter.

KPI #8: Percent of multi-year CDR plan completed. .

Our results for this Objective were
outstanding. With special funding provided
by Congress, we successfully complete our
7-Year CDR plan to eliminate the CDR

backlog.

Objective 4: Maintain timeliness and improve accuracy and
Agency records.

efficiency in posting earnings data to

Percent of wage items (worker’s earnings) posted by Sept 30.

T

Our results for this Objective were
outstanding. Increased use of technology,

Percent of earnings posted correctly.

T

improved services and employer support
contributed to our success in achieving or

KPI #9: Percent of employee reports (W-2s) filed electronically. T

exceeding all our goals for posting earnings

and wage items.
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Objective 5: Maintain a level of outstanding debt that is either in a repayment agreement, under

appeal or newly detected.

Outstanding OASDI debt not in a collection arrangement (excluding
due process). T

Outstanding SSI debt not in a collection arrangement (excluding due
process). '}

Our results for this Objective were
outstanding. Our recovery of a substantial
amount of OASDI and SSI debt was due to
our effective use of available debt recovery
tools.

Objective 6: Aggressively deter, identily and resolve fraud.

Number of investigations conducted (i.e., closed).

KPI #10: OASDI dollar amounts reported from investigative
activities.

KPI #11: SSI dollar amounts reported from investigative
activities.

» = = -

Number of judicial actions reported.

Our results for this Objective were
outstanding. We exceeded all 4 targets
largely because of expansion of national
investigative efforts, including the Office of
the Inspector General’s fugitive felon
program and Cooperative Disability
Investigative teams.

Strategic Goal C: To strengthen public understanding of Social Security programs

Objective 1: By 2005, 9 out of 10 Americans will be knowledgeable about Social Security programs.

Percent of public knowledgeable about Social Security issues =)

Percent of individuals issued Social Security Statements
as required by law.

T

Our results for this Objective were
positive. The most recent survey we
conducted of the American public was
completed in December 2001. This one-
time survey of 20,000 respondents showed
that 80 percent of adult Americans were
knowledgeable about Social Security, as we
have previously defined “knowledgeable.”
We did not conduct a national “knowledge”
survey at the end of FY 2002, as we have
done in previous years, because we are
revising our public education programs and
“knowledge measure” to align with the
Agency’s new strategic plan.
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Strategic Goal D: To be an employer that values and invests in each employee

Objective 1: To recruit, develop, and retain a diverse, well-qualified workforce.

Increase the retention rate of new hires 4 | Our results for this Objective were
positive. We established a baseline
retention rate, developed new recruitment
I1 | materials, and provided leadership training
as planned. We established procedures for
repaying student loans, but were unable to
implement those procedures because we are
at impasse with the union at present.

KPI #12: Continue to implement the SSA Future Workforce Plan

Objective 2: To maintain a highly skilled and high-performing workforce.

Develop, test, and implement desktop video nationally 4 | Our results for this Objective were

positive. We implemented desktop video in
Percent offices with direct access to g | 3 sites nationally and installed IVT in
Interactive Video Teletraining (IVT). 221 offices. We exceeded projections by

10 percent in providing management
Formal management development programs. ¥ | development programs, and defined

competencies for 2 of 4 field positions
Define competencies for technical training and career Int targeted. We are continuing to investigate
development and make them available for employee use. competency-based tools for employee use.

Objective 3: Physical environment that promotes the health and well-being of every employee.

Percent of employees who are satisfied with overall physical & | We did not achieve the intended results of

environment. this Objective. Although we continue to
implement the security and environmental
programs, we were unable to meet the goal
of establishing a baseline because the
instrument we planned to use did not meet
our needs. We continue to use security
reviews and safety surveys to identify and
remediate problems areas.

Strategic Goal E: To promote valued, strong, and responsive social security programs and

conduct effect policy development, research, and program evaluation

Objective 1: Promote policy changes that shape the OASI and DI programs

KPI #13: Barometer measures for assessing the effectiveness Our results for this Objective were very
of the OASDI program. T positive. We met all 3 performance
targets and thus advanced our research and
analysis of the OASI and DI programs,
helping us develop appropriate policy
proposals for the future.

Analyses and reports on demographic, economic, and international
trends and their effects on OASDI programs.

KPI #14: Research and policy analyses to assist the Administration
and Congress in developing proposals to reform and modernize T

OASDI programs.
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Objective 2: Promote policy changes that shape the SSI program.

Barometer measures for assessing the effectiveness T Our results for this Objective were
of the SSI program. outstanding. We met both of the targets
and thus advanced our research and analysis

T of the SSI program, helping us develop

Completion of data collection and report on the - -
appropriate policy proposals for the future.

National Survey of SSI Children and Families.

Objective 3: Promote policy changes that shape the disability program.

Research design for validating medical listings. T | Our results for this Objective were
outstanding. We met all 3 targets and

Reports on results of the National Study of Health thus advanced our research and analysis of
and Activity (NSHA). X | the disability program, helping us develop
appropriate policy proposals for the future.

Alternative return-to-work strategies. T

Objective 4: Provide information for decisionmakers and others on the Social Security and SSI
programs.

User rating of SSA’s research and analysis products. T Our results for this Objective were
outstanding. We met both targets. We

assessed the user satisfaction measurement
system, analyzed baseline measures and
identified steps to improve satisfaction with
research and analysis products, and produced
all major statistical products on time.

Timeliness of major statistical products. T

Individual Performance Indicator Results

The following section reports and discusses our FY 2002 performance for each individual GPRA performance
indicator. In addition, for those performance indicators for which we did not have final data when the FY 2001
Performance and Accountability Report was issued in December 2001, we also report final FY 2001 performance.
The full information for the Key Performance Indicators is not included here, but rather in the “Performance Goals
and Results/FY2002 Performance by Strategic Goal” section, which begins on page 25.

For each GPRA performance indicator, we also show the definition and data source.

Indicators are organized under the Strategic Goal and Strategic Objective that they support.
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Strategic Goal A: To deliver citizen-centered, world class service

Strategic Objective 1: By 2004 and beyond, have 9 out of 10 people who do business with SSA rate the
overall service as “good”, “very good”, or “excellent”, with most rating it “excellent”

Performance Indicator 1: Percent of people who do business with SSA rating the overall service as “excellent”,
“very good”, or “good”. We exceeded our goal. This indicator is Key Performance Indicator 1 in the
Performance Goals and Results section of the Management’s Discussion and Analysis. Please see page 30 for
a detailed discussion.

Performance Indicator 2: Percent of people who do business with SSA rating the overall service as “excellent”.

FY 2002 Performance Discussion: We met our goal. The improvement in this rate is attributable to a significant
increase in satisfaction with 800 number service and a rise in satisfaction with field office telephone service that was
not statistically significant in itself, but was sufficient to influence the combined rating. In both instances, the
improvement in the overall service rating was accompanied by improvements in the perception of service access and
in employee attribute ratings. We believe that the new call routing system contributed to the improved access
perception and influenced this outcome. As we continue to pursue service improvements to address evolving public
expectations, we expect satisfaction levels to remain relatively constant through FY 2003 and 2004.

Year Goal Actual
1999 N/A 44%
2000 37% 29%
2001 30% 28%
2002 30% 30%

Data Definition: This is the percent of people who call or visit SSA surveyed by SSA’s Office of Quality
Assurance and Performance Assessment who rate overall service as “excellent” on a 6-point scale ranging from
“excellent” to “very poor”, divided by the total number of respondents to that question.

Data Source: For FY 1999 and earlier, the SSA Annual Satisfaction Survey. For FY 2000 and beyond, the
Interaction Tracking Systems that capture satisfaction shortly after service contacts (either by telephone or
in-person) take place.

Performance Indicator 3: Percent of callers who successfully access the 800-number within 5-minutes of their
first call. We exceeded our goal. This indicator is Key Performance Indicator 2 in the Performance Goals
and Results section of the Management’s Discussion and Analysis. Please see page 30 for a detailed
discussion.

104 SSA’s FY 2002 Performance and Accountability Report



Performance Indicator 4: Percent of callers who get through to the 800-number on their first attempt.

FY 2002 Performance Discussion: We exceeded our goal. We were able to exceed the access goal because of
actions taken during the fiscal year to improve the efficiency of the 800 number network, including:

e  Shifting staff to expand call-answering capacity during times when call volumes are heavier;

e Installing 1,035 additional lines between WorldCom’s equipment and the 800 number answering sites to
expand capacity on both inbound and outbound calls;

e  Making adjustments that allowed more callers to go into queue, significantly improving access rates; and
e Balancing queues across the network, so callers are routed to the site with the shortest wait time.
We improved the access rate, using fewer resources, without sacrificing the quality of service provided to citizens.

Along with recent improvements in automation, these actions will help the Agency meet the higher FY 2003 access
goal of 87 percent.

Year Goal Actual
1999 90% 92.9%
2000 86% 88.4%
2001 86% 89.2%
2002 86% 91.3%

Data Definition: This percent is the number of individuals who reach the 800-number (either live or automated
service) on their first attempt, divided by the number of unique telephone numbers dialed to the 800-number. An
“attempt” is defined as the first attempted call of the day, or a subsequent attempt after a previously successful call.

Data Source: Automatic Number ID records provided by WorldCom.

Performance Indicator 5: Percent of 800-number calls handled accurately - Payment.

FY 2001 Performance Discussion: We did not meet our goal. We evaluate 800 number service on an ongoing
basis, routinely using data from quality review reports to identify areas where refresher training and/or updates to
policy and operational instructions are needed to improve payment accuracy levels. We implemented several
quality initiatives beginning in late FY 2001 and FY 2002, which were not in effect long enough to improve

800 number payment and service accuracy rates for FY 2001. These initiatives include:

e  Refresher training in deficient areas identified in quality assurance reviews for 800 number agents and in areas
highly prone to errors;

e Implementation of mandatory use of the expert systems for all 800 number agents;
e  Customer service training for all 800 number agents; and

e Collection and sharing of quality "best practices" from 800 number call-answering sites.

We do expect these initiatives to result in improved performance levels in both service and payment accuracy levels
in FY 2002 and FY 2003.

This indicator will be discontinued in FY 2003 as our performance indicators related to service in support of our
new strategic plan will be more focused.
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FY 2002 Performance Discussion: Data not yet available. Actual FY 2002 performance for this indicator will be

reported in the FY 2003 APR.

Year Goal Actual
1999 95% 95.4%
2000 95% 94.5%
2001 95% 94.3%
2002 95% NA

Data Definition: Payment accuracy is a measure of whether 800-number representatives respond correctly to
inquiries related to eligibility and payment of benefits.

Data Source: 800-number Service Evaluation Findings.

Note: Generally, there is about a one year lag before quality data are available due to the review and validation of
study data input in the database, allowing time for rebuttals of errors, obtaining universe counts and
running/validating report tables.

Performance Indicator 6: Percent of 800-number calls handled accurately - Service.

FY 2001 Performance Discussion: We did not meet our goal. See discussion immediately above.

This indicator will be discontinued in FY 2003 as our performance indicators related to service in support of our
new strategic plan will be more focused.

FY 2002 Performance Discussion: Data not yet available. Actual FY 2002 performance for this indicator will be
reported in the FY 2003 APR.

Year Goal Actual
1999 90% 81.8%
2000 90% 84.9%
2001 90% 83.1%
2002 90% N/A

Data Definition: Service accuracy is a measure of whether 800-number representatives respond correctly to
inquiries related to issues other than payment and eligibility. Service errors include major service delivery failures
that do not have a reasonable potential to improperly affect payment or eligibility.

Data Source: 800-number Service Evaluation Findings.

Note: Generally, there is about a one year lag before quality data are available due to the review and validation of
study data input in the database, allowing time for rebuttals of errors, obtaining universe counts and
running/validating report tables.
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Performance Indicator 7: Percent of public with an appointment waiting 10 minutes or less. We did not meet
our goal. This indicator is Key Performance Indicator 3 in the Performance Goals and Results section of the
Management’s Discussion and Analysis. Please see page 31 for a detailed discussion.

Strategic Objective 2: By 2005, make 67 percent of the public’s interaction with SSA, including
citizen-initiated services, available either electronically via the Internet or through automated

telephone service, and provide the public interacting with SSA on the Internet with the option of
communicating with an SSA employee while online

Performance Indicator 1: Percent of the public’s interactions with SSA, including citizen-initiated services,
available either electronically via the Internet or through automated telephone service. We met our goal. This
indicator is Key Performance Indicator 4 in the Performance Goals and Results section of the Management’s
Discussion and Analysis. Please see page 31 for a detailed discussion.

Performance Indicator 2: Activities to establish the capability for the public interacting with SSA on the Internet
to communicate with an SSA employee while online.

FY 2002 Goal: Test Internet and 800 number convergence technologies in a proof of concept initiative and
begin to implement technologies.

FY 2002 Performance Discussion: We met our goal. We successfully launched a Multi-Channel Contact

Center (MC3) Initiative in FY 2002. MC3 will test new communication technologies to provide complete service to
the public at their first point of contact with SSA. We will eventually test Internet and 800 number convergence
technologies. These technologies will support our growing Internet workloads, and serve individuals contacting us
through our 800 number, e-mail, or Social Security Online.

In FY 2002 SSA successfully electronically linked 12 SSA offices of different types across the country. Two
program service centers, three field offices, five teleservice centers, and two central operations offices were linked
together in the first MC3 pilot. The pilot tested the transfer of 800 number calls from among offices. Not only did
this increase the number of callers served at their initial call to SSA, but it also electronically linked the various
offices and laid the foundation to test other communication technologies in FY 2003 and beyond. Plans are now in
the early developmental stages to test e-mail, web callback, web chat/collaboration, and voice web portal.

Our ability to test additional communication technologies in FY 2003 requires that we address issues such as
labor/management obligations and security/authentication. The most significant challenge to this initiative is
securing funding for IT security. To date, the MC3 initiative has not been rated highly in the context of other SSA
IT priorities. Testing of additional communications technologies, including Internet convergence technologies, is
contingent upon securing sufficient funding.

This indicator will be discontinued in FY 2003 as our performance indicators related to service in support of our
new strategic plan will be more focused and outcome-based.

Data Definition: Internet and 800 number convergence technologies are real time text-based collaboration,

e.g., web chat; real time web page collaboration (push/pull technology); call back features; Voice Over Internet
Protocol (VOIP); secure e-mail; authentication (smart cards, biometrics, PINS and passwords); and public
relationship management tools. Our plan is to move successful technologies to the proposed Multi-Channel Contact
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Center (MC3). As we gain experience from the MC3 we will develop recommendations and plan for national
implementation of the various technologies.

Data Source: Data will be obtained from the individual vendors who supply the hardware and/or software features
for the various applications.

Strategic Objective 3: Increase electronic access to information needed to serve the public.
Specifically by 2005:

e  FEstablish electronic access to human services and unemployment information with 90% of States;

Establish electronic access to vital statistics and other material information with 50% of States;
and

Increase electronic access to information held by other Federal agencies, financial institutions and
medical providers

Performance Indicator 1: Percent of States with which SSA has electronic access to human services and
unemployment information.

FY 2002 Performance Discussion: We continued to make progress but did not meet our goal. The goal was
not completely achieved because a few states ran into delays due to local programming problems that did not
involve SSA. We continue to pursue individual connections with the states for human services information.
However, we have since determined a national solution for access to unemployment data. We are working with the
Department of Labor to connect with their existing system and thereby gain access to all state unemployment
information; this solution will be more efficient and effective than continuing to pursue the state-by-state solution
for unemployment information. SSA is in the process of implementing this project.

This indicator will be discontinued in FY 2003 as our performance indicators related to service in support of our
new strategic plan will be more focused and outcome-based.

Year Goal Actual
1999 N/A 41%
2000 N/A 50%
2001 59% 55%
2002 68% 64%

Data Definition: This is the percent of State HS and UI agencies from which data are available online out of a total
of 100 agencies (i.e., 50 HS and 50 UI agencies).

Data Source: Office of Automation Support website listing of State agency connections.

Performance Indicator 2: Percent of States with which SSA has electronic access to vital statistics and other
material information.

FY 2002 Performance Discussion: We continued to make progress but did not meet our goal. In early

FY 2002, we contracted with the State Vital Records Association to develop software to pilot online access. We also
negotiated with states with the expectation that we would pilot online access in 8 states in the summer of 2002.
States had been hesitant to pursue individual vital statistics connections in anticipation of the pilot. This is a
complicated endeavor and the negotiations and other preparations took longer than expected. As a result, the pilot
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was only implemented in one state. We are now back on track. The remaining seven states are scheduled for the
end of December 2002; our FY 2002 goals will be exceeded at that point.

This indicator will be discontinued in FY 2003 as our performance indicators 